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Abstract		______________________________________________________________________________________________________	
The turnover trends in the logistics industry are surprisingly high, regardless of the rapid growth of the 
industry. Turnover contributes to an impactful loss for the industry to tolerate the new recruitment 
costs, time consumption, performance disruption, and moral decline among employees due to the 
workload transfer. Previous literature presented various factors affecting turnover intention, and it 
could be concluded that factors within an organisation and individual play an essential role in turnover 
actions. Hence, this research focuses on perceived organisational support and emotional intelligence as 
factors to turnover intention among logistics drivers in Selangor. Eighty respondents from POS 
Logistics Berhad in Selangor participated in self-administered survey questions of Survey Perceived 
Organizational Support, Wong and Law Emotional Intelligence Scale, and Turnover Intention Scale. 
Results revealed that most of the respondents have a moderate level of POS (84%) and a high level of 
EI (91%). In comparison, slightly half have a low level of TOI (56%). Research also found that POS 
and EI have no significant relationship with turnover intention, which is contrary to previous literature. 
Similarly, three criteria of EI; self-emotion appraisal, uses of emotions, and others-emotions appraisal 
also have no significant relationship with turnover intention. Only regulations of emotions (r=0.024, 
p=0.031) has significant relationship with turnover intention. Since the current study location was 
restricted for a few branches of Pos Logistics in Selangor, it limits the result of the study due to 
misrepresent the whole community fairly. Future researchers are encouraged to extend or increase the 
sampling size to other companies and regions to make better generalisations.   
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Introduction	
 
The Malaysia Freight and Logistics Market (Mordor Intelligence, 2018) reported the rapid growth of 
the logistics industry since 2015 and the competitive industry of freight forwarding business, which is 
estimated to be worth USD 53.45 in 2017. Notwithstanding the critical demand for workforce in the 
logistics and distribution industry, there is a shortage of suitable or credible employees. This industry 
fails to attract new employees to participate in for being perceived as a low level and poor prospects 
career. Additionally, the turnover trends in the sector are surprisingly high, with 10% to 30% 
(McCormark, 2017). Malaysia similarly faced the same situation with a rate of 2% turnover (Mordor 
Intelligence, 2018). This turnover contributes to an impactful loss for the industry to tolerate the new 
recruitment costs, time consumption, performance disruption, and moral decline among employees due 
to the workload transfer (Grotto et al., 2017; Rehman, 2012).  
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The shortage of employees in the logistics industry has created an intense situation for the remaining 
workers (Hussain & Asif, 2012). With the high demand of the industry, they must struggle with the 
excessive workload due to the shortage of employees, high goals, and objectivity. They were 
emotionally and physically exhausted and tired when they need to double up their delivery services. 
Though taking more trips may increase their income, indirectly, it affects their productivity. Hence, 
equipping employees with the right support is essential to retain the logistics workers in employment. 
Grotto et al. ( 2017) proposed the idea of controlling turnover by creating a positive working 
environment, promoting job fit among employees, having supportive leaders, and helping employees 
managing changes.  
 
Previous literature presented various factors affecting the turnover intention. Job dissatisfaction (Chin, 
2018; Priyanath, 2018), job stress (Adan Gok et al., 2017; Islam et al., 2019), job embeddedness (Choi 
& Kim, 2015; Rafiq et al., 2019), organisational commitment (Chang et al., 2019; Gatling et al., 2016), 
perceived organisational support (Albaqami, 2016; Alias et al., 2018; Fayaz et al., 2019), work 
engagement (Alias et al., 2018), work-life balance (Chang et al., 2019), individual performance 
(Priyanath, 2018), emotional intelligence (M. Waheed Akhtar et al., 2017; Giao et al., 2020; Hossain et 
al., 2017; Mendis, 2017; Trivellas et al., 2010, 2013) and leadership style (Gatling et al., 2016; Sultana 
& Jabeen, 2018) have been associated with the turnover scenario. It could be concluded that factors 
within an organisation and individual play an essential role in turnover actions. Hence, this research 
focuses on perceived organisational support and emotional intelligence as factors to turnover intention. 
 
Previous researches also have explored these relationships between perceived organisational support, 
emotional intelligence and turnover intention in few industries, such as logistics industries (Mendis, 
2017), banking industries (Fayaz et al., 2019; Giao et al., 2020; Hossain et al., 2017), manufacturing 
industries (Alias et al., 2018; Chin, 2018), among academicians in higher education institutions 
(Albaqami, 2016; Gojeh et al., 2015; Manogharan et al., 2018; Too et al., 2015), hotel businesses 
(Akgunduz & Sanli, 2017; Akova et al., 2015; Chang et al., 2019; Emiroğlu et al., 2015), among nurses 
(Choi & Kim, 2015) and also among interns (Chang et al., 2019). It is relatively scarce about employee 
turnover in logistics companies' literature.  
 
With the current situation of workforce shortage in the logistics industry, it is appealing to examine the 
influence of the perceived organisational support (POS) and emotional intelligence (EI) on the turnover 
intention in the logistics industry.  In short, the primary purpose of this study is to describe the level of 
POS, EI, and turnover intention among lorry drivers and to determine their relationship. 
 
Based on the purposes of the research mentioned, the research questions are as follows:  
i. What is the level of perceived organisational support, emotional intelligence, and turnover 
intention among the logistics drivers? 
ii. Is there any relationship between perceived organisational support, emotional intelligence, and 
turnover intention among lorry drivers? 
iii. Is there any relationship between dimensions of emotional intelligence and turnover intention 
among lorry drivers? 
 
It is necessary first to understand the scenario in order to help the organisation to improve on any 
deficiencies which can affect the turnover act. The company could then formulate plans, programs, 
activities, modules, and guidelines for the employees to increase their emotional intelligence and 
provide additional support as preventive measures. Furthermore, the knowledge gained could be 
applied within the community to establish responsiveness among organisations to cope with the 
challenges in retaining their workers, especially in the logistics industry. Besides, this research could 
also be encompassed to the Ministry of Human Resource (MOHR) and Malaysian Logistics and 
Supply Chain Association (MLSCA) to move towards retaining the workers in the logistics industry 
considering the great opportunities offered by the industry.  
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Literature	Review		
	
Issues	of	turnover	and	turnover	intention	
 
According to Grotto et al. (2017), the turnover of the workforce is defined as the number of employees 
that quit within a given period, usually one year, with the total number of employees. Employee 
turnover is always costly for organisations (Mendis, 2017). It will incur the new recruitment costs as 
well as the training costs to provide the non-financial benefit to another employee (Rehman, 2012).  
The indirect price of turnover also includes the workload that will transfer to another employee, which 
results in the low morale of the employee and loss of social capital (Hussain & Asif, 2012).  
 
Employee turnover can be both whether voluntary or involuntary action. Voluntary action is when the 
employee decides to resign and find a better opportunity to achieve their own goals. There are many 
significant reasons discussed for employees to leave their position. Those are rude behaviour, work-life 
imbalance, inability to meet expectations, employee misalignment, feeling undervalued, lack of 
coaching and feedback, lack of decision-making ability, inadequate skills, organisation's instability, 
stagnation, lack of growth opportunities, and lack of appreciation. Meanwhile, involuntary action 
happened when the employee deals with poor performance or the organisation confront a financial 
crisis so that they need to downsize the number of the workforce.  
 
Mendis (2017) described the relative strength intention of an individual towards voluntary permanent 
withdrawal from an organisation as turnover intention. The turnover intentions of employees can 
disturb the development process of an organisation.  Turnover intention is a mental decision prevailing 
between an individual's approach concerning a job to continue or leave the job (Hussain & Asif, 2012). 
It is described as a cognitive process of thinking, planning, and has a desire to leave the job. Someone 
may have a desire to leave the company, but yet there is something that prevents them from leaving. 
Turnover intention usually occurred when employees received less support from the organisation.  
Even though they have performed well in the company, they did not get any recognition and other 
financial or non-financial rewards.  
	
Perceived	organisational	support	and	turnover	intention	
	
According to Perryer, Leighton, & Travaglione (2010), perceived organisational support (POS) could 
be defined as general beliefs the employees have about the support given by their organisation. The 
support is perceived in terms of the recognition, value, and care of their well-being. The concept of 
social exchange can be the norm of reciprocity that results from the relationship between an employee 
and an employer.  
 
Previous works of literature have discussed that POS could increase their productivity to help the 
organisation in reaching the goals and objective, and indirectly reduce the intention of the employee to 
turnover (Kalidass & Bahron, 2015; Perryer et al., 2010). POS can create a sense of obligation among 
employee to repay to the organisation through the organisational support theory (Arshadi, 2011; 
Kalidass & Bahron, 2015; Perryer et al., 2010). Meanwhile, if the organisation did not provide 
appropriate support, they were likely to be less committed to the organisation and move to another 
organisation. Vice versa, if they feel the organisation acted positively towards them, they will remain 
with the organisation (Hussain & Asif, 2012).  
 
Most research showed a negative relationship between POS and turnover (M. Waheed Akhtar et al., 
2017; M Waheed Akhtar et al., 2017; Hussain & Asif, 2012; Kalidass & Bahron, 2015; Koodamara, 
2014).  Koodamara (2014) stated that the role of POS and perceived supervisor support could lead to 
turnover intention, which both acted as antecedents. He found that POS is not a crucial predictor of 
turnover intention. However, POS becomes significant when the support from the supervisor becomes 
low. The high level of POS can promote belongingness towards the organisation and indirectly can 
reduce the intention to turnover.  
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Thus, the company needs to understand the need of the employees to create a supportive and 
motivating company policy. If the employees feel that their contribution is not being valued, their 
behaviour or attitudes will reveal their intention to turnover. The problems of tardiness and 
absenteeism (Arshadi, 2011) could be some of the effects of turnover intention.  	
Emotional	intelligence	and	turnover	intention			
Emotional intelligence (EI) is the ability to recognise, understand, and manage our own emotions 
during a critical situation that might influence the feeling of others. It also can drive our behaviour and 
attitude that can impact people negatively or positively. Emotional intelligence, which is an intrinsic 
part of an individual (Bande et al., 2015), has been widely acknowledged to contribute towards their 
well-being. Previous literature proved the relationship between EI and related organisational outcomes 
such as job performance, job satisfaction, turnover intention, turnover, organisation commitment, and 
leader-member exchange (LMX) (Trivellas et al., 2010, 2013).  
 
According to Wong & Law (2002) and Mayer and Salovey (1997), there are four dimensions of EI 
which includes;  
i. self-emotion appraisal (SEA): the ability to understand their deep emotions and be able to 
express these emotions naturally; 
ii. regulation of emotion (ROE): the ability to regulate their emotions and enable more rapid 
recovery from psychological distress; 
iii. others-emotion appraisal (OEA): the ability to perceive and understand the feelings of those 
people around them; and  
iv. use of emotions (UOE): the ability of individuals to make use of their emotions by directing 
them towards constructive activities and personal performance. 
 
These four dimensions recognised the significance of EI in understanding one's own emotions and 
managing it to avoid upsetting or insulting one's and others' feelings. Having high EI can decrease the 
plan to turnover act because they feel that other people will appreciate and do not manipulate it for 
their goodness. EI can be used in building up a strong relationship between employee and employer to 
decrease the turnover rate in the organisations. It is believed that emotions are very useful in gathering 
information that helps one person to discover and understand the social environment. This 
understanding will ease them to cope with the situation itself. The employees will be more engaged 
with their work and have less intention to quit when the employees are emotionally intelligent.  
 
A low level of turnover intention is continuously associated with the high level of EI (Giao et al., 2020; 
Saeed et al., 2014). Employees that have a high EI usually have a lower level of intention to quit from 
their position. Mohammad, Aun, Law, and Wigin (2014) stated that organisations could construct EI to 
reduce turnover, identify transformational leaders, improve organisational culture, stimulate creativity, 
and enhance employee acceptance of the radical change. Past research showed that EI is used to 
determine the job outcomes of the employee in the organisation in several variables, such as 
organisational commitment, job performance, and job satisfaction. Corporate culture has also been 
used to determine whether EI can be affected or not by it, which may influence the intention of the 
employee to turnover (Mohammad et al., 2014). The results showed that an organisation with a good 
quality culture could lead to high EI among leaders to train and aspire to their subordinates. Thus, it 
could offer a better result, and the turnover intention will be lower. It means that the plan to leave 
among the employees will be smaller and indirectly can cut the cost of management as well as can 
increase productivity in performing their job.	
	
	
Methodology		
	
This study is a quantitative research using survey research design and statistical analysis to investigate 
social phenomena. A set of questionnaires in the dual language, Malay and English as the medium of 
communication, was developed by the researchers to measure the POS, EI, and turnover intention. The 
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questionnaire consists of two parts. Part A consists of a background of workers such as length of 
services and income, and Part B consists of survey instruments of POS, EI, and turnover intention.  
 
POS is measured through the 36-items survey of perceived organisational support (SPOS) that was 
developed by Eisenberger et al., 1986. Besides, Wong and Law Emotional Intelligence Scale (WLEIS) 
developed by Wong and Law (2004) was used to determine the EI. WLEIS consists of 16 items with 
four scales; self-emotions appraisal, regulations of emotions, use of emotion, and others-emotion 
appraisal. These two instruments used Likert's seven-point scale 1 to 7 to measure, and the ranking is 
1=strongly disagree to 7=strongly agree. While for turnover intention, the 15-items of Turnover 
Intention Scales (TIS) developed by G. Roodt (2004) was applied to determine the level of their 
intention to leave the organisation. TIS used a five-point response of scale and the sample like "how 
often have you considered leaving your job?".  
 
This study is descriptive and correlational research intends to describe the level of POS, EI, and 
turnover intention among lorry drivers in the logistics industry. Correlation can be either direct indirect. 
A direct or positive correlation means as one variable changes in value, the other change in the same 
direction. Conversely, indirect or negative correlation implies as one variable changes in value, the 
other changes in the opposite direction. Thus, the correlation research is suitable to determine the 
relationship between independent variables (POS and EI) and the dependent variable (turnover 
intention) among workers. The data obtained were analysed using IBM SPSS Statistics 22. Mean score 
and one-way ANOVA were used to test the hypothesis in the research questions.  
 
Logistics drivers from Pos Logistics Malaysia, one of the companies that involve in the logistics 
industry, were selected as the respondents of the study. A stratified sampling technique involving three 
branches under Pos Logistics Selangor; Shah Alam, Port Klang, and Rawang, was used to attain the 
adequate quantity for analysing data. Eighty drivers ranged from 24 to 56 years old have participated in 
this study despite the required sample of 103 employees, as proposed by Krejcie & Morgan (1970) 
table.  A majority of 57 respondents (71.3%) have served for less than ten years as a lorry driver. In 
terms of income, more than half (53.8%) received a salary between RM1200 to RM3000, while 31 
(39%) received below the minimum wage of RM1200. Only six respondents have an income of more 
than RM3001.  
 
 
Result	and	Discussion	
	
Findings show that almost all respondents (84%) were in the moderate level of POS; only five 
respondents (6%) were at a low level. Eight respondents (10%) were at a high level.  While for EI, 
nearly all respondents (91%) showed a high level of EI, and another 9% showed a moderate level of EI. 
None of the respondents showed a low level of EI. In contrast, a very minimal number of respondents 
have a high level of turnover intention. Only three respondents (3.8%) responded to have a high level. 
In comparison, more than half (56%) respondents showed a low level, and 32 respondents (40%) were 
at the medium level of turnover intention.  
 
Perceived	organisational	support	and	turnover	intention	among	lorry	drivers	
	
The research established that there is a weak negative relationship between the POS and turnover 
intention among lorry drivers but not significant (r = -0.030, p=0.791).  This finding means that lorry 
drivers who were not fully supported by their organisation will lead to turnover. As we know that if the 
organisation cannot value the employees' contribution and low support in employee well-being, it can 
lead to turnover. Previous studies showed the significant negative relationship between perceived 
organisational support and turnover intention (Muhammad Waheed Akhtar et al., 2017; Arshadi, 2011; 
Hussain & Asif, 2012; Kalidass & Bahron, 2015; Koodamara, 2014). This study supported the previous 
literature; however, it failed to prove its significance of the negative relationship.  
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Emotional	intelligence	and	turnover	intention	among	lorry	drivers	
 
The research established that, in general, there is no significant relationship between emotional 
intelligence and turnover intention among lorry drivers (r=0.196, p=0.081). This null hypothesis was 
failed to be rejected apparently because most people hide their real feeling; that is why they did not 
give a good response. Focusing on the four dimensions of EI, only the regulations of emotions 
dimension were observed to have a significant positive relationship with turnover intention among 
lorry drivers (r =0.241, p=0.031). This finding indicates that a person who can regulate their emotions 
will have more rapid recovery from psychological distress. While for other dimensions of EI, the 
results could not prove a significant relationship.  
 
The finding which reveals that there is no significant relationship between the uses of emotions and 
turnover intention (r= 0.0218, p=0.052) among lorry drivers is contrary to Trivellas et al. (2013). They 
proved the negative relationship between the use of emotions and turnover intention. The use of 
emotions is the ability to utilise their feelings that can lead them toward personal performance and 
productive activities (M Waheed Akhtar et al., 2017). This ability can improve them in decision 
making, cultivate creative thinking, and improve persistence against challenging tasks (Trivellas et al., 
2013). The inability to use their emotions properly to improve their performance will lead to a lack of 
motivation to strive to achieve their targets and company goals. It will later indirectly lead to turnover 
from their current job.  
 
The result also shows that there is no significant relationship between others-emotions appraisal on 
turnover intention among lorry drivers (r=0.022, p=0.846). This relationship indicates that people can 
perceive and understand the emotions of those people around them. People who are high in this ability 
will be much more sensitive to the feelings and emotions of others as well as reading their minds. 
 
Besides, there is a negative relationship, but not significant, between the self-emotions appraisal and 
turnover intention (r= -0.06, p=0.957). The value of r is negative, which indicates a person that has low 
sensitivity in acknowledging their emotions has a possibility to turnover. This finding is consistent with 
previous works of literature, which found that people who have an exceptional ability will sense and 
acknowledge their emotions well before most people (Trivellas et al., 2013).  
	
	
Conclusion	
 
The current study focuses on the effect of POS and EI on turnover intention among workers in the 
logistics industry. This study was only limited to one company of the logistics industry in Klang 
Valley, which involved only 80 drivers. This small coverage may not reflect the turnover intention 
among workers in the logistics industry. Future researchers are encouraged to extend or increase the 
sampling size to other companies and regions to make better generalisations. Furthermore, this study 
uses self-reporting by which respondents may respond positively about themselves to avoid 
undesirability.  Hence, social desirability bias may skew reporting.  
 
There are several implications of the study that could be drawn. The present study had contributed to 
the existing literature on the field of POS, EI, and turnover intention. This study found that the 
regulation of emotion among lorry drivers has a significant relationship with turnover intention. 
Employees must regulate their emotions to prevent from any turnover drives.  
 
This present study has provided more information for an organisation and governments to understand 
and handle the problems or factors that can influence the drivers to turnover. Organisations can use the 
result to formulating plans, programs, activities, modules, and guidelines to retain the drivers and build 
a good relationship between them. The organisation also could plan an intervention program or training 
to boost up the level of emotional intelligence of drivers in handling and managing their emotions in 
the right way. The intervention program needs to involve all the employees from top-level management 
to lower-level management to help, retain, and build a strong relationship between them. As a result, it 
can help employers to be fair to employees and make them feel appreciated and more loyal to the 
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company. Through these strategies it can help both parties to be able to build the most substantial 
relationship and make a win-win situation.  
 
Moreover, by understanding the current trend of turnover intentions among drivers, it helps the 
government to minimise the possibility of drivers to turnover, especially for the Ministry of Human 
Resource (MOHR) and Malaysian Logistics and Supply Chain Association (MLSCA) to take action. 
Furthermore, the government can promote or raise awareness among the organisations to taking care of 
their employees from top-level management to lower-level management. Next, it can help them to 
understand the emotions of drivers to cope with the challenges in maintaining the employees and give 
more support towards them to retain the drivers.  
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